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ASSIGNMENT 1: PORTFOLIO
(4 Components)


	
Component 1: Professional Reflection (500 words +/- 10%)

Weighting: 25%

	Cultural awareness has developed into an important aspect of day-to-day life, especially in the hospitality industry, allowing people to understand and become aware of ethnic differences (Cakir, 2006). Taking a step back from narrow minded opinions and accepting everyone for their personal beliefs and values, additionally, teaching yourself about cultural differences around the world allows you to become dynamic and culturally aware in the modern day (Quappe and Cantatore, 2005).
Working in the hospitality industry you will come face-to-face daily with hundreds of customers who have similar or different traditional and ethical views, handling this professionally and being culturally aware is vital as these beliefs are not always visible (Grobelna, 2015). Leading a department in the hotel business makes you responsible for making all staff 100 percent aware of cultural diversity so all customers feel welcome and safe, customers are the sole purpose of the hospitality business so measures and resources should be available to understand everything about everyone everywhere (Christiansen et al, 2020). 
Misunderstandings stem from assumptions and not being culturally aware or diverse (Pituxcoosuvarn, 2020), in the modern day it is easier to teach yourself the ins and outs of the diversities due to the advancements of technology bringing the ends of the world closer together. Immigration has expanded cultures all around, no single country is now tied to a specific diversity, the 21st century has introduced several new diversities and ways of life for thousands of people, Tuerlan et al, (2021), breaks down the importance of hospitality staff keeping up with advancements for the customer base business. 
Critiquing and labelling individuals upon approaching them has developed into a diverse concern with the emergence of gender transformation processes, having free will to change the gender assigned at birth is a modern development; not everyone is tolerant of it. Ansara and Hegarty (2014), continue to examine the cultural separation in communities from the lack of acceptance in this new emerging way of life, thousands of people worldwide encounter transphobic remarks and isolation by embracing and following their human rights.   
Personally, witnessing a confrontation between an employee and a customer you understand how a simple misunderstanding can distraught a person and further damage the business's reputation if the next actions are not carried out professionally and with a sensitive nature. Freedom is the highest quality every human is automatically guaranteed at birth, today that means choosing or changing your gender if that feels comfortable and right for you, this is a lengthy and expensive process (American Association of University Professors, 2022). A customer entered the establishment's bar for a few drinks with companions, in the appearance of their birth identity, an assumption was made in this encounter with the bartender of the customer's gender. The situation was not instantly fixed when the customer became visibly upset, the bartender ignored the situation and carried on, this generated further repercussions for the staff member, the hotel's reputation, and the customer's mental health. 
Educating and mentoring people around you about the newfound rising ways of living will in turn generate a familiar understanding for everyone. Therefore, when encountering a similar situation, no assumptions are made and humane steps are taken to not isolate any individuals, in a good or bad way; they are human too. 
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Component 2: Training Plan (500 words +/- 10%)

Weighting: 25%


	Identified cultural misunderstanding (in a few words) :
Misinterpretations and misunderstandings are generated from isolation and avoidance of specific factors of the world, all communities have several diversities thriving among them. Averting questions and openness from a targeted minority will lead to unfamiliarity around the identity generating a sense of fear and discomfort; isolation (De Leersnyder et al, 2022).
Training plan (Why/What//Who/Where/When):
Misgendering and making assumptions has led to a damaging experience for both customers and the hotel business in past events and will continue to affect the industry and cultures until action is taken. Recently in the hospitality industry, The Morgans Collection staff encountered a circumstance seriously affecting a customer experience, untrained staff assumed gender identity and when corrected unprofessionally handled the situation due to the lack of knowledge on this specific diversity. 
Various factors must be evaluated to formalise an action training plan for the workplace, Khan (2013), underlines the importance of highlighting clear objectives of why the training plan is being introduced. Assumptions about customers chosen identity terminated customer satisfaction on this occasion, due to the nature of the situation and the rise of diversity surrounding this subject in communities, knowledge of the incident needs to be brought to light. Emotional intelligence is a key characteristic for hospitality workers to demonstrate whilst dealing with multiple clients hourly, Butler et al (2014), describes the importance of hotel staff channelling emotional intelligence into their own self-awareness to understand and appropriately act in situations. 
The action training plan will apply to all staff members throughout the hotel, however, most importantly for front of house workers (reception, food and beverage) as the sole purpose of their jobs is customer interaction. Managers of the individual departments will be required to analysis the key aspects of handling customer communications and how to positively tackle difficult situations if they should arise. Personally, educating yourself on hospitality conflicts will increase work performance and industry and customer awareness. 
Frequent situations will be discussed and investigated with the hotel work force to understand current staff awareness on global circumstances that can occur daily, additionally, information will be handed to employees to help them understand the effects of their behaviour in a working environment on guests. Individual innovative and soft and hard skills will be required to enforce cultural and situational awareness in the workplace, although soft and hard skills are not mandatory to gain a hospitality role, when dealing with modern-day dilemmas a high level of self-awareness and common sense is required to avoid negatively impacting a customer. Hendarman and Cantner (2017), further discuss the personal development and success of an individual within the hospitality business depends on the resourcefulness of their hard and soft skills in all situations, nonetheless, most importantly in culturally led circumstances. 
Generating an action training plan requires an end goal and signs of development within the establishment, the importance of educating staff on handling cultural situations has never been more important in the hospitality industry, the fast-paced evolvement of diversities around the world leaves gaps and room for misunderstandings. Ultimately, employees need to widen their life skills to become socially aware on all situations that could occur, so the outcome improves. 
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Component 3: Student Self-Reflection (500 words +/- 10%)

Weighting: 25%

	The hospitality industry is continuously evolving the idea of customer satisfaction and how to dominate in an inconsistent world. Personally, working within a multicultural service industry you quickly understand the importance of staff embracing the developments of globalisation, Devine et al (2009), further navigates the priority of individuals and managers educating themselves and staff on diversity factors that they will interact with daily. The study of international hotel management requires the investigation of cultural awareness, thorough understanding is necessary to successfully climb in the hospitality ranks. Growing into a culturally informed person does not require in depth knowledge about all the different diversities surrounding the world, however, Tarigan and Nadhira (2023), justify that knowing of the existence of different ways of life and how to clearly communicate appropriately with everyone will increase the success of work interactions. Cultural awareness is simply the courtesy of welcoming new diversities and slight additional information surrounding the subject of languages which will also elevate the customer contact and generate a comfortable environment (Medcom 2014).
Before the introduction of my level 5 class: Foreign Language and Cultural Awareness I was educated in the surroundings of various diversities and their beliefs. Working in hospitality for several years of my life I developed a curiosity for the distinct customers I would meet daily, which in turn led to self-educating on matters containing these several diversities. My knowledge did not stem further than the surface or include a detailed understanding of common misconceptions concerning multiple diversities. 
Through the month of learning foreign languages and cultural awareness, I progressed an extensive amount of information involving the topic, to completely understand the module I needed to revise and analyse the lessons in a way I could comprehend. Scholarly influential models are continuously brought to students' attention to assist in deep knowledge of a subject, Kolb’s reflective learning model investigates four key phases of understanding: concrete experience, reflective observation, abstract conceptualisation, and active experimentation (Howard Morris, 2020).. For myself, I criticised each lesson through Klob’s reflective model to end with a widened insight and an expert opinion of cultures I interact with daily, which has enriched my customer experiences. I now know various cultures evolving are the key to the human future, embracing and protecting one another's differences will help the world heal and become closer and united, and understanding slightly or massively will make a huge alteration on the people surrounding you. 
Confronting global differences will shield everyone from the truth, and participating in eagerness to understand will heighten everyone’s knowledge of each other’s ways of life. Reus-Smit (2018), emphasis that accepting rumours surrounding world politics instead of learning for yourself will stunt your progression in life, personally and professionally. The hospitality industry is a unique branch which thrives off of customer satisfaction, being a worker or leader within this industry you must  welcome and cherish diversities and ensure everyone can professionally assist anyone in need no matter their appearance, beliefs or language.
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Component 4: Training Presentation (6 Slides)

Weighting: 25%
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INTRODUCTION

Multingualism

The practice of using or knowing more that
one language other than your mother
language, Cenoz (2013), confirms the

advantage of being multilinguistic, it enables

the individual or society to be a step closer to
being connected to the broader world and can
positively influence personal and professional

features of their life. The article highlights
positive aspects within being aware and
understanding multiple languages, it creates
a diverse cultural acceptance for the
individual

Language Awareness Skills

Language awareness skills is not just about
being multiingual, however, having a brief
understanding and awareness about
languages in specific professions will elevate
the job and customer experiences (Svalberg
2012).
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France and French

France is a Country in Europe, with several
historical sights and famous attractions.

French is spoken by 450 million people
across the world in 29 different countries.

The French language is known as the
language of love because of France's
history and expression of pronunciation
(Gordan-Seifert, 2011).
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HOSPITALITY
PROFESSIONALISM

No matter what you encounter, hotel
practitioners must hold themselves with the
greatest professionalism when personally
dealing with customers from all over the world,
maximizing work ethic and customer sensitivity.
Teaching employees or yourselves around the
topic of languages and not being aware of
language barriers and small cultural
differences can massively affect people and
businesses (Cheng and Wong, 2015)

Hospitality industry examples:

The hospitality industry works from employees:
going above and beyond to achieve customer
satisfaction, this could be numerous acts from
simple acts of kindness or methods of going
beyond embedded in company policies

Hospitality Professionalism in the French
culture

French citizens are considered to be very polite, they pride
themselves on this on a day-fo-day basis, greeting
everyone they may pass on the street

Ensuring you are aware of the different verbs in French is

very important if you intend to speak the language, words

considered polite can also be impolite if the wrong verb is

used before them and if the expression does not add up to
the sentence either.

(Oliveira, 2021)
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Cultural awareness

Social and cultural awareness will lead
to a successful and productive
workplace, however not teaching
yourself how some actions can offend
certain cultures can be catastrophic for
the individual and the business’s
reputation: especially an international
brand.

A step closer to being culturally aware is
visible and clear communication, this is
through simple wording and gestures
that any person can understand if an
issue arises.

(Channel 1 Creative Media., 2021)
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Cultural Awareness Examples and Rules

m Never jump to conclusions about m [ftraveling or working abroad
someone's culture just based on make yourself aware of what that
their appearance, this can country/ culture deems polite and
seriously offend someone impolite
m  Clear communication skills. = Some cultures find staring into
N (o el e It someone’s eyes rude, however,
O N OELS Effel) Els i) Ellilie others find that trustworthy.

or country to lighten a situation

B fessional and tent. d m  Closely watch non-verbal
m Be professional and content, do eV e,

not put yourself in situations which
will lead to you make
assumptions,





image9.png
THANK YOU

2225226@student.uwtsd.ac.uk




image1.jpeg
Prifysgol Cymru
Y Drindod Dewi Sant

University of Wales
Trinity Saint David





